central Region
DiCnic a big hit
By Reida Poe, Central Region

The Central Region company picnic at
Turkey Lake was the year's fun event!
Almost 200 people found the weather
perfect for a day of fun, games, and time
out from dieting to enjoy a feast of BBQ
chicken and ribs with all the trimmings.
Thanks to June Yon and Maureen
Cardona, there were plenty of well
planned activities for the children.
Competition was heavy in sack, three
legged and wheelbarrow races, earning
ribbons for the winners and runners-up.
The kids enjoyed a water balloon toss,
which grew into a water fight among the
adults. Clowns were on hand to apply

Managed care

(Continued from insule)
avoid the risk and expense of
unnecessary surgery.
This program requires a second
opinion for certain planned procedures.
Subscribers who plan to have surgery
must contact the Managed Care
Operations department to get names of
physicians in their area who participate
in the program.

■

Individual Benefits Management

Insurance contracts traditionally
covered patients while they were
hospitalized. Limited benefits were
available if they were released to ano-
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Joe Cocke (l-r), Bill Fre,em,an, Peter Burchett, Barry Noorigian and Dave Godwi.n discovered
a fun way to raise money for the United Way at the Central Region company picnic.
make-up to the kids' faces.
Highlighting the day, Regional Vice
President Peter Burchett and the
directors became obliging targets for
shaving cream pies. At $1 a throw, $8 4

was raised for the United Way.
Although we've returned to our daily
mode of decorum and dieting, we have
some very pleasant memories of a great
time. Is this a fun place, or not?

ther setting while still rece1vmg care
approved by the patient's physician.
Patients usually stayed in the hospital
during recovery, which sometimes
depleted their health care benefits and
left a very expensive hospital bill.
That's why we created the Individual
Benefits Management program - to
help identify, plan and coordinate
continuing care for our subscribers who
have been hospitalized for catastrophic
and chronic types of illnesses.
As of September 1, Inclividual Benefits
Management coordinators in every
regional office are working with
physicians to arrange benefit coverage
for patients' continuing health care needs.

This program is available for all lines of
business.
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Discharge Planning

This program was designed to identify
cases where treatment outside a hospital
would be appropriate and less costly.
Screening for this program occurs upon
admission and during the PAC/Hospital
Stay Certification process.
Once the need for Discharge Plan
ning is identified, the Managed Care
Operations area sends written notifi
cation to the doctor and hospital. BCBSF
works with them to develop a plan for
the patient The plan may include such
alternatives as early discharge to a skilled
nursing facility or home health care.
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worth 01 the individual is theme 01 human
develooment oroaram that's "Working" in PBO
"This will help in all areas of my life," seldom is
seen on meeting reaction forms, but it's typical of
comments written about "The Working Program"
under way in Private Business Operations (PBO).
A part of the Zenger-Miller training series that
emphasizes interpersonal skills and human
development, "Working" is more than just a program.
It's a process that empowers employees to change
behaviors and business practices to reflect a belief in
the dignity of the individual.
The result is an environment where people enjoy
coming to work, which makes for higher productivity
and better customer service.
"If I think it's just a job, that's all I'll get out of it,
and that's all the customers will get out of it. I know
I have to be here (at work), so why not make it an
enjoyable experience?"
That's how Rosalynn Brunson-Britt feels. As a
Major Accounts customer service representative in
Local Group Market Operations, she thinks a more
pleasant workplace is beginning to take shape.
The process began more than a year ago, when
Zenger-Miller's "Frontline Leadership" training was
introduced to all PBO management personnel in
National, Local and Direct markets.

Plan exceeds
United wav uoal

Blue Cross and Blue Shield of Florida employees set
a record for generosity this year by donating $247,280
to the United Way, exceeding the goal of $200,000.
The official tally as of November 21 also indicated
record-setting participation in the pledge drive, with 58
percent of employees contributing.
Thus far in the tabulations, 2,745 employees
participated, compared with about 2,100 last year,
campaign coordinator Allan Graham said.
"I think it's especially timely that our employees have
shown such an outpouring of generosity as the holiday
season approaches. Their contributions will help a lot
of people who really need it," Graham said.

Encouraged by the experience, they made a major
commitment to share it with everyone in their areas,
and "Working" was begun in October.

"If I think it's just a job, that's all
Pll get out of it, and that's all the
customers will get out of it."
Employees learned four basic principles as they
began a series of practical training modules.

With emphasis on respect for the individual, the
training shows how all interactions affect service,
quality and profitability, enabling employees to focus
constructively on situations in order to get the job done.
PBO Training implemented this program, which
supports about 1,000 employees, by using a team
approach involving a steering committee of Jeannette
Bajalia (Local) Karl Smith (National), and Fran Knight
(Direct).
Implementation teams and facilitator teams,
(Continued inside)

Thred Market Operations kicked off "The Working Program" with their ''Magic" theme in a 'vVheel of Future" game show
format. Pictured are steering committee member Fran ("Franna vVhite") Knight, Tony Benevento, Don Van Dyke,
impkmentation t;eam members Rnsetta Thompson, Janice Self, Jerri Faulkner, Barbara Berlin, Bernadette Alston and Susan
Holcomb, facilitaJ,ors Teri Small, Patsy Gammons, Harriet Dodd and Jeanette Smith (Bill Peaks was absent), and game winner
Gwen Smiley and Al Sloan. Local Group Market Operations and National Market Operations emplnyees also began 'Working. "

Third quarter financial report shows
continued earnings growth for Plan
BCBSF posted a net gain of $10.8 million for the
third quarter of 1989, increasing net earnings for the
first nine months of the year to $31.5 million. This
represents a $64.5 million improvement over the same
period a year ago.

Ground broken for new BCBSF offices injacksonville
Blue Cross and Blue Shield of Florida executives helped break ground November 1 for 332,000 square feet of office space
f
the Plan will lease in Baymeadows. Twin four-story buildings will be completed in time for occupancy in the fall o 1990.
BCBSF Presulent William E. Flaherty said that consolidating IO satellite offices into one location will help the corporation
be more competitive. Piaured are (l-r) Flaherty,Jacksonville May or Tommy Hazouri, Ira Koger of Koger Properties, Executive
Vice President Michael C,ascone, Jr., and Senior Vue Presulent and Executive Assistant to the President William H. Dodd.

HMO operations (Health Options and Capital
Health Plan) posted a net gain of $527,000 in their
second consecutive profitable quarter. For the first
three quarters, they recorded a net gain of $472,000,
compared with a $22.3 million loss during the same
period last year.
Revenues grew by 9 percent over 1988. Claims and
medical expenses have grown at a rate of less than I
percent this year, compared with projections of 9
percent
Policyholders' equity increased $33.8 million during
the first three quarters, to $129. l million. Corporate
assets increased to $490.7 million, compared with $434
million a year ago.
Total revenue during the first three quarters was
$964.6 million, with total expenses of $953.3 million.
This compares with revenues of $884.6 million and
expenses of $927.1 million through September 1988.
Corporate investment income has increased to $20.8
million, compared with $9.5 million a year ago.
Richard Thomas, treasurer and senior vice
president, Finance, attributed the Plan's performance
to appropriate product rates, better return on
investments, progress in efforts to work with hospitals
and physicians to gain better prices for members,
integration of administrative functions, and expanded
programs to control medical are costs.

Human develooment orogram is "Working"
(Continued from front page)
supported by Donna Nelson-Stuart of PBO Training,
also were formed to further the learning process.
The Zenger-Miller process will help PBO realize its
strategy of moving from a production-oriented
workforce to a caring environment of knowledge-based
employees who are able to fulfill many roles in service
to customers.
In State Group Operations, for example, employees
hope to create integrated work teams in which the
people who now handle claims, telephone inquiries, or
written correspondence will perform all of those
functions, rather than only a single task.
The Zenger-Miller approach puts people first, with
leaders facilitating, not dictating, and employees, the
experts, having a say in how they do their work.

The Basic Principles

Martha Bowes, a customer service repre
sentative in State Group Operations, thinks the
effort to improve the work environment will
succeed "if people give it a chance."
Barbara Berlin, a senior customer service
representative in Walk-In information, has
served BCBSF for 11 years. She predicts that in
a year, PBO employees who have completed the
training will be happier about themselves and
their work, and there will be less employee
turnover.
Berlin says some employees have expressed
two thoughts about "Working:" they hope people
use it, and they hope the process doesn't end.
"If everyone puts their heart in it," she said,
"we'll all benefit."

Zenger-Miller
Working Program
Improved
Organizational
Performance
Satisfied
External Customer

Training Modules

1. Focus on the situation, issue or
behavior, not on the person.
2. Maintain the self-confidence and
self-esteem of others.
3. Maintain constructive relationships
with your co-workers and your
supervisor.
4. Take the initiative to make things a
little better.

■ Introduction and basic principles

■ Listening to understand clearly
■ Giving feedback to help others
■ Taking on a new assignment
Requesting help
Getting your point across
Participating in group meetings
Keeping your boss informed
Resolving issues with others
■ Positive responses to negative situations
Working smarter
Dealing with changes
■ Being a team player

■
■
■
■
■
■
■

Cover photo: Susie Basso (clockwise, from /,eft), Sandra Hamlin, PJ McLaughlin and Leanne King borrowed
high school cheerleader outfits to kick off "The Working Program'' in Local Group Market operations.
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"Ooen season" under wav tor federal emo1ovees, retirees
Having led the nation for the past two
years, BC BS F's Federal Employee
Program (FEP) is going for the gold
again during "Open Season" for
enrollment, November 13 - December 8.
Persons eligible for the Federal
Employee Health Benefits Program
(FEHBP) are employees of federal
agencies, civilians who work on military
bases, retired federal employees, and
dependents.
Of 24 1,000 potential contracts
representing 602,000 members, BCBSF
has about 90,000 contracts and 225,000
members, or 40 percent of the Florida
market
The Florida Plan outperformed all
other BCBS FEP programs in 1988 with
a net enrollment gain of 6,530 contracts,
which was almost 12 percent of BCBS
results nationwide.

Last month, national FEP marketing
director Joseph Orange lauded the
BCBSF FEP program for overall national
leadership and the largest net gain in
Peer Group E (Plans with preferred
provider organizations).
"Washington D.C., (where the
national FEP program is administered)
looks to Blue Cross and Blue Shield of
Florida to lead the program," Orange
said during an appreciation breakfast for
more than 400 Florida employees who
help the progam throughout the year.
Attending the breakfast were BCBSF
President William E. Flaherty and
Executive Staff members Ken Otis, Mike
Cascone, Tom Albright and Bill Dodd.
During Open Season 1989, the goal is
a net gain of 7,800 contracts, and the
theme is, "Choose more than just a
health care plan."

"With very competitive rates this year,
and with -our Preferred Patient Care
program, which offers added incentives
for members using the PPC provider
network, we're looking forward to this
enrollment period," FEP Director Bob
Endriss said.
He noted that people who choose
BCBSF's FEP package especially
appreciate the freedom of choice and
the flexiblity of benefits it offers.
The program includes coverage for
accidental injury, well-baby care for
children up to age 6, mail-order
prescription drugs, coverage for long
term illness, dental coverage, inpatient
and outpatient hospital care, home
hospice care, and the PPC network of
more than 11,000 doctors and 120
hospitals.
BCBSF FEP members also have no

Plan's managed care oroarams hold down costs
By Lynn Edwards, Provider Services
Rising health care costs present a
difficult challenge to employers: how to
provide quality health care coverage for
their employees at a reasonable cost
To meet this challenge, the Florida
Plan has created six managed care
programs that help contain subscribers'
medical expenses without compromising
their benefits or quality of care.
BCBSF's managed care programs are
part of our commitment to provide
quality, accessible care at a reasonable
cost. Employers may choose the
programs that best fit their needs.
■ Preadmis.sion Certification
Recent studies show that the average
cost of a day in a hospital is from $400
to $600. Many diagn ostic tests and some
surgical procedures can now be
perforrned at lower cost in a physician's
office, an ambulatory surgical center, or

a hospital outpatient unit
Preadmission Certification (PAC) was
designed to help curb rising health costs
by encouraging subscribers and
physicians to select the most cost
efficient location for delivery of health
care services. PAC reviews all planned
(non-emergency and non-maternity)
admissions before they occur.
Before any planned admission, the
physician will call, or submit in writing,
medical information to our Managed
Care Operations area. A registered
nurse on our staff reviews the
information using medical guidelines set
by BCBSF and physician consultants to
determine the most appropriate setting.
Certification is granted if the patient's
care would best be met in a hospital.
■ Hospital Stay Certification
The PAC and Hospital Stay Certifi
cation programs work hand-in-hand:

PAC certifies all planned hospital
admissions; Hospital Stay Certification
assigns a length-of-stay for all types of
admissions, including emergency,
maternity, and planned admissions.
If hospitalization exceeds an assigned
length-of-stay, the provider must notify
BCBSF within one working day at the
end of the assigned length-of-stay. More
information is required to determine
any extension of that length-of-stay.

■ Admis.sion Certification

This program is similar to the PAC,
except that certification is required for
all admissions, including planned,
emergency/urgent, and maternity.

■

Second Surgical Opinion
This program ensures that our
subscribers have the information they
need to make a fully informed decision
about surgery. A second opinion helps
(Continued on back)

claims to file if they use participating
providers, and health care coverage that
extends from coast to coast and
worldwide.

Reaional Uodate
By Joyce Bowman,
LGMO Customer Alignment Project
March is the date for full implemen
tation of the Customer Alignment
Project. AT&T has been chosen to
provide technological support for this
effort due to their unbeatable cost and
technology level.
We'll now be able to route telephone
calls by area code and exchange (first
three digits of phone number). This
statewide toll-free network will be
available to subscribers and providers.
Local Group Market Operations feels
the implementation date supports the
goal of making this alignment effort as
transparent as possible to subscribers
and providers, while internally main
taining the high-quality work environ
ment that the staff is striving to achieve.
On November 13, Local Group
celebrated their new slogan, "Moving
Closer to our Customers," beginning
with the awarding of a television to Tim
Purvis, a member of 100+ whose name
was drawn from the group that
participated in the slogan contest
Balloons and pencils bearing the
slogan were distributed to employees.
"Moving Closer to our Customers" will
cany Local Group through regionali
zation and will serve as a rallying point
for providing superior customer service
in every region.
Providing direction to the newly
aligned areas will be John Oetjen (West
Coast), Scott Bushnell (NW), Jeannette
Bajalia (NE), Lynda Dedmon (Central),
and Dick Warner (Southern).
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For Your eenelit

Doan Enrollment - Benelits 1990
From the Employee Benefits Department

Open Enrollment continues for three key benefit programs in your "Blue Ribbon
Benefits" package - Employee Health Care, the Salary Deferral Savings Program,
and Health Care/Dependent Care SelectFund Accounts. You now have the
opportunity to enroll in, or make changes to, these programs.
If you don't want to change your Health Care Coverage or Salary Deferral, you
need not do anything. But for persons enrolled in SelectFund, your participation ends
December 31. You must enroll in SelectFund to participate in 1990. Open Enrollment
for all three programs ends December 15. Changes are effective January 1.
■ Health Care Coverage - This is the only time of year that you can enroll, change
your health care option, or add/ delete covered family members without proof of
family status change.
■ Select Fund - You are encouraged to participate in the SelectFund Health Care
Account if you plan to incur out-of-pocket medical care expenses not covered in your
Health Care Program (deductibles, co-pays, etc.) for 1990. You may want to deposit
part of your paycheck in a SelectFund Health Care Account on a pre-tax basis to cover
these costs. Employees who use the Dependent Care Account have realized a
significant tax savings. If you are paying for care, for a child or a disabled dependent,
which allows you and your spouse to work, this "Blue Ribbon Benefit" also can save
you tax dollars in 1990.
■ Salary Deferral Savings Program - Your 1990 Open Enrollment information
packet contains a Salary Deferral Savings Program "Personalized WorkSheet" For
newly eligible employees, it shows how to save money on taxes while building savings.
BCBSF matches 50 cents for every dollar you contribute (up to 6%) to your account,
and you earn interest on your tax-deferred savings. For those already enrolled, the
"Worksheet" has information about additional savings. There will be another Open
Enrollment period for Salary Deferral in June.
As you can see, your Blue Ribbon Benefits Program continues to provide a full
array of benefits with flexibility to meet your individual needs. Many of these
programs are optional and can save you tax dollars and increase your take-home pay.
For more information, attend the "Benefits Fair" in Training Room 1 Dec. 4-8,
and in regional offices through Dec. 8, or call Employee Benefits, ext. 6923 or 6408.

18S
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Benefits Fair -for information, call Employee Benefits, ext. 6923 or 6408
Medicare Part B provider meetings and seminars, 359-8260
Medicare Part A educational sessions, 791-8358
Medicare presentations by senior advocate, 791-6738
The Corporate Caring Program invites employees to help brighten a day for
senior citizens at Cathedral Townhouse in Jacksonville. Call 791-8070.

By William Pruett,
Corporate Tax Planning
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Benefits Fair for 1 990 Open Enrollment* - Orlando BCBSF office
15th Annual Employees' Club "Toys for Tots" Variety Show,
Jacksonville Civic Auditorium Little Theatre, 2 p.m. & 8 p.m.
Benefits Fair - Pensacola BCBSF office
4
Benefits Fair - home office, Training Room 1
4-8
Benefits Fair - Miami BCBSF office
5
Medicare Part B seminar** - Tampa, Airp ort Marriott, 9 a.m. - 4 p.m.
Benefits Fair - Fort Lauderdale BCBSF office
B
Benefits Fair - Gainesville BCBSF office
7
Medicare Part A educational session***, BCBSF home office,
Watson Clinic, 11 a.m. - 2 p.m.
8
Benefits Fair - Deerwood BCBSF office
Medicare presentation**** - Jacksonville, St. Vincent's Hospital
volunteers, 9 a.m. - noon
1 1-12 Medicare presentation - Florida Community College at Jacksonville,
downtown campus, 1-2 p.m.
14
Medicare Part B seminar - Pensacola, Hilton, 9 a.m. - 4 p.m.
18
Corp orate Caring***** - Christmas party, 2- 4 p.m.
Medicare Part B seminar - Miami, Hotel Sofitel, 9 a.m. - 4 p.m.
19

Emo1ovees can exnect to nav
more social securitv tax in '90

late

telephone
ange (first
Jer). This
k will be
�oviders.
.tions feels
Jports the
Lt effort as
ubscribers
ally main
<. environ
co achieve.
al Group
, "Moving
beginning
.on to Tim
Lose name
oup that
test
aring the
Jloyees.
>mers" will
regionali
ying point
1er service

1
1·2

This calendar is intended to reflect upcoming activities involving
all areas of the corporation. Call 791 -8664 to report scheduled activities.
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Halloween brings surprises

Spirit,ed in Stat,e Group Operations: (front, l-r) Bill Van, Hel.en]enkins, Paige Goklen, Julie
Farhat, Elvina Fisher, (2nd) Sharon Garey, Barbara Mitchell, Coyle Thomas, (3rd) Jerrilyn
Braum, Evey Paulk, Randi Green, Bettye Fowler,joseph Hollinger, Di,anejohnson, Toni Heggs,
Melissa Williams, Lisa Harris, David Ojeda, Dee Dunn, Regina McGill, Lou Ann Di,edolf.

Market seumentation will halo
BCBSF succeed in Iha 1990s

Market segmentation will be very
important to BCBSF in the next several
years, but what does it mean?
It's the classification of businesses,
consumers, products, or markets into
groups based on certain characteristics.
The Florida Plan classifies prospective
customers into segments because it's
impossible to reach out to the entire
marketplace and meet everyone's needs
at the same time, said Hal Fahner, vice
president of Corporate Marketing.
"When we segment the market, we
subdivide our prospective customers into
meaningful groups," Fahner said. "We
can then look at characteristics such as
size, product preferences, needs, buying
power, and previously demonstrated
preferences for economy or quality.
"Then we evaluate and rank each seg
ment and decide which ones most
closely match our strengths. For ex
ample, some segments will show an
obvious preference for the types of
products and services we already provide
to large numbers of satisfied customers.

"These segments would obviously be
preferable targets for us, but this doesn't
mean we wouldn't adjust our products to
fit a desirable segment"
Acquiring detailed information about
the market also enables the Plan to
make the best use of all its resources in
marketing products and services.
"Through market research, we know
how to mix our marketing tools of
advertising and promotion, direct
marketing, and face-to-face selling,"
Fahner said.
Dividing the market, matching pro
ducts and services to targeted market
segments, and choosing the most cost
effective mix of marketing methods is
necessary for success in the 1990s.
"We have a head start in successfully
using a market segmentation strategy
because we've been increasing our use
of market research for many years.
We've dramatically increased our ability
to gather and analyze market and
competitor information, and that's the
key to success," Fahner said.

When you open your first paycheck in
1990, expect to see a little less money in
your net pay and a greater deduction for
Social Security.
The Social Security Administration
recently announced that the FICA tax
rate will increase from 7.51 percent to
7.65 percent in January. There also will
be an increase from $ 48,000 to $51 ,300*
in the FICA taxable wage base.
(In 1980, the Social Security tax rate
was 6.13 percent and the taxable wage
base was $25,900. Based on these

figures, in a decade the FICA tax rate
and wage base have increased 25
percent and 95 percent, respectively.)
This tax rate increase also will reduce
corporate earnings, because employers
must match their employees' FICA
contribution. BCBSF's payroll tax will
increase by about $ 1 75,000.
This payroll-based tax increase also
could cause medical claims expenses to
climb, if health care providers pass along
their increased personnel costs to
consumers in the form of higher
medical costs.
*Th.e recently enact,ed Revenue Reconciliation Alt
of 1989 changed this from $50,400.

Emn1ovaes answer anneal tor ne10
BCBSF employees have their hearts in
the right place, if what two ladies in
Medicare Part B did is any indication.
An elderly woman, distraught about
her -medical bills, called seeking help
and said she was so poor she had been
eating dog food.
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Frank Donnan, Editor
Tom Gniech, Manager
Printing, Corporate Print Shop

Customer service represenati ves
Leigh Cain and Kathy Weeks responded
in a very generous way. They drove to
the grocery store, bought a fair supply of
non-perishable food, and delivered it to
a very grateful beneficiary.
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central Region
DiCnic a big hit
By Reida Poe, Central Region

The Central Region company picnic at
Turkey Lake was the year's fun event!
Almost 200 people found the weather
perfect for a day of fun, games, and time
out from dieting to enjoy a feast of BBQ
chicken and ribs with all the trimmings.
Thanks to June Yon and Maureen
Cardona, there were plenty of well
planned activities for the children.
Competition was heavy in sack, three
legged and wheelbarrow races, earning
ribbons for the winners and runners-up.
The kids enjoyed a water balloon toss,
which grew into a water fight among the
adults. Clowns were on hand to apply

Managed care

(Continued from insule)
avoid the risk and expense of
unnecessary surgery.
This program requires a second
opinion for certain planned procedures.
Subscribers who plan to have surgery
must contact the Managed Care
Operations department to get names of
physicians in their area who participate
in the program.
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Individual Benefits Management

Insurance contracts traditionally
covered patients while they were
hospitalized. Limited benefits were
available if they were released to ano-
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Joe Cocke (l-r), Bill Fre,em,an, Peter Burchett, Barry Noorigian and Dave Godwi.n discovered
a fun way to raise money for the United Way at the Central Region company picnic.
make-up to the kids' faces.
Highlighting the day, Regional Vice
President Peter Burchett and the
directors became obliging targets for
shaving cream pies. At $1 a throw, $8 4

was raised for the United Way.
Although we've returned to our daily
mode of decorum and dieting, we have
some very pleasant memories of a great
time. Is this a fun place, or not?

ther setting while still rece1vmg care
approved by the patient's physician.
Patients usually stayed in the hospital
during recovery, which sometimes
depleted their health care benefits and
left a very expensive hospital bill.
That's why we created the Individual
Benefits Management program - to
help identify, plan and coordinate
continuing care for our subscribers who
have been hospitalized for catastrophic
and chronic types of illnesses.
As of September 1, Inclividual Benefits
Management coordinators in every
regional office are working with
physicians to arrange benefit coverage
for patients' continuing health care needs.

This program is available for all lines of
business.
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Discharge Planning

This program was designed to identify
cases where treatment outside a hospital
would be appropriate and less costly.
Screening for this program occurs upon
admission and during the PAC/Hospital
Stay Certification process.
Once the need for Discharge Plan
ning is identified, the Managed Care
Operations area sends written notifi
cation to the doctor and hospital. BCBSF
works with them to develop a plan for
the patient The plan may include such
alternatives as early discharge to a skilled
nursing facility or home health care.
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